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Abstract “e 


This article tried, through Al Roshd Paradigm, to solve the problem 
and the paradox between the thought and the action, between 
knowledge and the fact in the Muslim world, and seeking the solution 
through the thought of Mohammed Fethullah GUlen. 


This scientific work reaches to distinguish seven steps to transform 
our knowledge into behaviors and actions. These steps are inducted 
from the books of Fethullah GUlen and his actions during years of 
thinking and working. 


GUlen arrived to build this approach and established its creative 
mechanisms in transforming any idea into a fact, This enables Fethullah 
GUlen Jama’a (Movement) to become the example of Muslims in the 
east and the west, and thanks to this ability of effectiveness in the 
GUlen’s thought; Turkey takes its position, day after day, as a leader of 
the Muslim world. 


We are asked, today, as researchers and thinkers to study seriously this experience, in order to 
conclude the right methods of thinking, and the effective ways of acting. 
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Self-development: a strategic choice for growth and economic well-being 


Abstract 


This study aims to shed light on the model of self-development, or 
independent self-reliant as one of the most important strategic options 
available to the majority of developing countries, if not most, out of the 
crucible of backwardness and catching up civilization in order to achieve 
growth and economic well-being of their peoples, in light of the failure 
of all developmental tests adopted by the previous, which was shown 
on the basis of the mechanical application of Western models of growth. 
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Iie 2 2 pee Sol yi Lebel) Gain rel yg pong Audrqecill 2B peal ula GUS LD Geo deus etal 
oles 

TS ly SG cal ee hg eT le as ss a 
4a yall of GliaLdl oysg (Baker,2000) “dudrgucNl Ug detail! 3bes le sretel! dayell Ay Lactl, 
Segui! Sylal aukiud Lente «Gugucill Sylaly Zyall dylal Qu Le Qala Jl foods Adaya 
O29 ORHNI Gog Gord! Glpurie ye legles sucld <li Information Technology Gleglel! Lis loicsi 
Fuel cla] SLRS 2 AS plceialy ABsgiaall GlguW toy colasdlly lett! eBay 
adil 

SB cys Setal Gogill eel vieal eo LaLeill JUS Gyo Lely CypS ous Uuargecill Col jLall p90 aly 
Caleghlls Laud, 2 dyea) HY ycall day ull Mayall sylal Peasy ly guudlis olad detail! 
oad BD peopel Gaal AS gyo FALUN Gagucll Glplgs Gewtung ccygehll OLS yy Glee Igo 
JCog5Sl Cold yg Cola Lad Bl Lem yl JUS Gye Slee Ml oLebail Lewd! y [3523 Gaay Lary Oop 
Layouts of Gall Gupssill Syla Bo dearatie Sol dayen cys leje fied gig UB! Mayall wag 
cArgudlly gaSliu Nl Saal 2 cal yg dull ead Gola JUS G62 (KM) Mapall dylal Ge je 
Sf gaat! ocka Cus WAI wile GT deadly cLuauaiete deal Lge al cdbees of Lacs ealeol alg 
Sy) Aad gust! da yall Lol ecole! clad prolic 421 (Process) Glileat! le 4a 2! laf 55 
Matis! Audrg et! ASSN! 2 Coll argc! oI pall SLaaIy agldy Geued Cilueall aluzcia! be 
.(Welbeate, 2002) 

Crs Lgarsorig dudrguc! dayell jure dou) ai Ul" Lgl Gle (Kok & Vanzy, 2002) [gaye 4 
Sled! coliyutes yiglad 2 (gin Baldy Rue Audigud Zaye0 Gy Wlell tall jbl ofa 
cilagles (yo aya cal 2 pia Le Leal Byady “uLaLeS aucill agua 

caLulall obs ond by land EBguall Mayall Gaby Lew Cosel pagel sl Sl gga ylls 
cilelaieg luuigll 2 Supe! GY ABgul pall Gyo ygeee Wl GG Legend Ud cules 
Goudl Ses leat ea patel tals alg HN like i ally. x ilee 
Gagecill 3 ya) tas Age y Gye Aedguall AB pall Gag Geleall prgbilly Cred! 5989 Squat] Cal dicoy 
(2002 ¢SaS1y tla!) olebaicls 

LDS cpe yall Lill gestLuadll Jag paglady ssety gles Le Jeo (gil deal! Leal! Lol 
play 9) LBL CLunag hl CaLetis Ge OMe pe Lyle Sjuclag 54,8 Lgl Gle Laugh! coletine 
ladiall (yo de gers Lgil ape LoS 6 (2005 ¢ pgeudl) QSL! Qlasi 2 LS sjueie Uileos ud 
CFB yall Ce Galas rlgis Gple dey Gulag ce dll Ge spall gheay GU lel, laa, 
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sb Ceasary RB gall ALM Gulag Saul! sla Wl Gulude gf «Salen! ileal juLedl Guluiey 
tS cm lgeial aatett ata iat 
Hl 2 LesL Call 331 BLAST 2 co BIN cise les Ludsgecill Zayed) SlaiT Ld casai Le le Fly 
dajoy SLs Slit aghaiy oes oleil doll 
gpa Cabaglall G25 GLE Leleag cgyqaMll CabeLedaly LE, pai ae Ligled Lf AaaL Ll Aargecill call 
Neat Sse ji ISS He alt ialiay oe Woah Sila) Ae lee Gls Lele Sal actly yal 
GY 9 Bhs ALyg Cga5Sl Les» Bala SUS Ge Bgicuhl Goll 2 jroill Gudea le Joc 
Jytel Lianaiee gles degen of ayaual «pay jLG[ callaune «dyeud slyily jigeo Lyre 
(2003 « pig) Cuil Lardy abur (ye Lad Ge Laue pall Ugo plas Call coleaslly qLuall 
Cs Ulin fare gig Sluai Wl Alec cre guuig i pcilus Sosy ell Ons Joo g dlai dryleill doWell sag 
plucky apie ci Yyl Que rgall diabe Gupuds apis Qt Guna Y Lis gill cogs Jf gill 
aaa Loe (gil pd le ill dod Ayla tee pluctanls pple 4if col igual 2 cache Lee al sad 
BB go od Lyle! Ledball GI ci ccogehll been! eb Greg GUM (ye dele el pds he cal gil cme joll 
sellacogll gf one jell alel acit\ 
2 Sito lag (glad) lus Gle Ol Spam UE Gs G8 Aled Lal Voll Li 
Lie | pds 3 3 Csi Le Mall Go quater Csr tt Gud domed! Ge Ads Cilegless ddsbin lid song ate dle 
NES le AIgeam gf Baus Rte JUS ofl pd ei Le play! Ge GIS Glo dpuanyy yaad 
(2004 celine) alas (99 Ania) 39% JUS Lguyedg debln cle Sguast! gf clilae of duulis 
Coby LSS One MayLeall Leda | Que cLeasT peu yg Lyd day Leill Medal! GLB pura Slee 
dyLeill LodLall Shy gaia; SLI Go pL aIy cage ole Liat gy p90 Al Laas paul! Le oygs5il 
Hag yaa pub (995 WB CST Lyla Ladle Jand pd) Bluse ps Gylae Lys edi pe Lapaes dag yall 


Ada Luut! Cole! pail 


sLgieg Ayla! LedMatl Agel! 2a yell on des Gull daslad ball CAS ge Soll jad 45 
GH ALN Ala Slash Geo Ue tne dala oe cal gl :(2004 «papell « pdledl) 
Sag 3) cel pc sic GAL die le TU LL geal age SU Auluad Glusily Say¥l oss! 
Crag «Baygieall AGL gel 3p ge Aleta ely COLES All algal! Gye ae p51 Mapes J] Geel fe 
Agi Byguall decls Gili! Celay clgia dGledie dige Lod! oi Goel se J! Jgosll oi 
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alg Auclein YN olgatly eiill pape tuted Ge Vise welp Bil 5 Sos atl Gala ot edaseatt 
pares Grayly aaj gL CSV Agar! pro lial! 393 UG 

OM! yea)! dabei! po Lat ole pucoytl ge dusty ll obs La4n48 OLS (Paswan, et. al, 2007) dul o 
lily curse 439 Cd) (AoA!) Grad Og! esi Cle GUS 86, 4s dbade obs olde) 
Ky ced Aula teed) Gopal Sd ge Lal dylab crreey Cue) Uhial Gayl ye Lull 
By ged Sol SSL OF Bf Leal sll cokeo 95 Aol Goeall 2 Targus! Sle leit! Lose C sires 
eld Voll Cpe dedi ye Ciligins egitty bid) Soi Sloss! (ys Abinde alse Gle Sguaot! 5 la! cle 
OH Cglieting Ogguis Call Meal! ae Les UyLally Lys (Asis) Aaa L! RAL oladg LoL Gyo bea! oda 
Lagdlosl Aa, aBLU el5] eXolly Ld MI Ge ligiews gwd gS Y obs oles as aglelei 
Internal Brand Factors Driving “ (lie: (Leslie De Cheruatony, Susan Cettam 2006) lg ald dulys 
Gilg deel Ayla Lede (AS Cpe gf cla J! duLat! oe e218 3! Successful Services Brands 
algal! be a pail JUS Ge AyudlS dye Gude) aleeauily Gusts foatly folail! deghie 2 Jou 
| ture (638) ards SMsLas JUS (yo dull Copeig dyed! deel! cla cles 2 deal! 46 Iu! 
SSI ob BL cles, Ailes Ghd audi dns GLb ybS obrde Gleed sige 
Sle Ggimws gle 5 yg Coinlly its Rs gl Cae Ops i! es Gill 4 Lalas & Let Leda 
lod! ABLE cgiwag Ay yl! Lead! Cty be Laegs led lg cOga Hl dead Gye 

The Effects of “(!gie: (Audhesh K. Paseam, Nancy Spears and Gopata Ganesh, 2006) lg: ald dul). 
ods 34 44> “Obtaining One’s Preferred Service Brand on Customer Satisfaction and Brand Loyalty 
ese ei Sam ce Volly Les sth [gidrMe g Lguid Alec 9 dy yleil| deal! (LOS! 57 be Spel J deal pl 
es GUI Le Gib GSU! cleog ALAN OMAN Gs de gare le Ui ope JUS Ys coLeglell 
U4 Yadiele Copies chet Ul Lol day Lee! Lede VI! Gs le Ugisues eis Al Ga GIL! Ls» 
Vell (ys padeis Coie cia Lgils LHI Les 

JIS VY Cae cdapeual! dayeall dali slay! dayes CI) duly! oe case (Lan Xia, 2005) dulys 
Ste 2h) Sleelad! lb Ge Otibiles ofa red nine Gle dull Gubi Gi cdesly ye 
Ul colette AULA Slaw Cay Cale Gull) peed) Gl Coe eaylent pate CaS ed 
AG gm od Sola! 2 Lag dd Alin Of Auta cede) cddslull lew des lg cygbolers 
ules Ge Ugepll Leyland gle pial Eileoaly jel ee 2 dhe Sletill pees Geog cole glel! 
Ot Cilagles Ge Soe Jleall Jail Grp Slay ald done Sl dl all ebb Lat pencil 
OLEAN wall Ge Gly «SE Med LAGI 3a} Ge Glegles plainly eS Go silly QSL}! 
OG SI3 Cys Lgola tes! QSL sayy UI Aapecad! dapat y lew et! Ladicoy 
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Olgas (W, Anrand Denise D. Schoenbacler, Geoffrey L. Gordon And Timothy, 2004) Lg: ala dutys 
de gare gy J! dull! oe C418 21> Buiding Brand Loyalth Through Individual Stock Owaership' 
cis Jiline Ge Corel Aya go ppt SMGLUG oka Chles Cas Lyle GLA Wy SY;LUm! G0 
SUS Gye Lull dine pram ab cell Syeal gle Soh esl! ole GA dyeog dy Lei! UdLal 
CHleog dy ggdie dyled Glee ard les GI dyLes abede ely Goi UL 500 ye Soi duly 
FS LY Lesley aL Bye ALS LG 15 EN Cpe Leal! ods els Goll Gye U7 Cn gL 
Aa yLel! Lgileded cot! le 

Asal] prolic 9 AB gual! 22 pall) cleat! ota cabary all Qogecadl GM 2 sto gl Lely oe 423 
(Aba) 01 ad 


as gu | 43 pall Ge Caliss Wl Aulbss| fas igo g cys 4a yall! Jolt duu! od Joli 
rd yt) dogs 
Al paid) CoLeuce »9 


MA gia eblgrg LSgudl Ma yell Ons Abbas! Us ols LS) Bre seh fol deni wl dud pall 
(UGS pgs « Lge cL gioge Layla «Lead! eeu!) Syl] Lead! peo lic olad CSLUbw 

I! Sp Lid! LB Ons 4B quall Mayall Jom UblLioa! Us ls Gap so gh AGEN Lud Nl dye pall 
A seal AN Gtalk «peed! ¢uiell) Ha peel! eguailiad 

Crs Ayybeel deat! prolic Ge Lis I gm olias| UYs Old GopB seg ANN Aaa I dyes pall 


saul yet! 313i 


dial (3) Cpe GdgSohg dash yl] dived Galea! Qodloass! Gle Spall dale dial Jo! last! 
actly Sofewll peal cuted ls cuales 
QSlg2 Ldgeal! Aa pall sbesi Gulaat 3 yluc (58) Cpe CaTSg Udgeal! Ma pal led Geead 1 SN yal gal 
rUgie CoLulys sue 2 saylgll Gawlall gle labeiel «gg! gle we JESI syle (9.8.12.9.9.11) 
ShLe as LgyuaySo3 sas (Bruce, 2001; Thurau, 2000) — « (Tsai, 2000)« «(2004 « pasrsly Gals!) 
Gi JB, Ayyle Wl Leal! prolic olad Ur gis! ealgs slast gle Gull! allie cucjy By desl yall 
Balge (Sb rdy Giger SL Jeadtlyy Col pLuall ode Ge GLA juledl Sau ule alaccteal 


(1) birds Gal qe ue ¢(2) Baloo ue «(3) wiles « (4) 


94 §j 


lye (9) ile Sgial 449 «Aa leet | 4025) po lic Of Lis ySI ula pate 22 SES gulall 
dial Gull! ole alee YL 


GLAS g Guat 


ppudges alist’ «69s cya Cuetame (6) ule Ludyer Coll eld LAL Guus ge Gaal 
algae GU ted ls ipa cL wit ae op clang pies) Ge ha Gall gag Leal 
eb A Aue Gala J! SLAM ei of see Uget gs cud Al GoleSu inte Ighay Les 
eS ceed! gayle GLE ge scotilly Luljall al et ae Lguiveody Lyle @eaadly lgle skate 
Lill 103 ged ob Lele (0.93) Ld pty (0.88) gil patel cats Cae (LAT ELdg 5) ales al etl 
aJle Clty yoliahl ates LU s9 (0.60) ce Sol gf Lygline cy2a5 Letic (oles 


Awl! aoioneg dine 
eb rere sirwervrge) ia)¥I Cilaslad| Calices (ys ulbss| C4 Bp de gers dul ul aries ies 
que LU Lilley Lille (244784) AIL y AeaN Alla! se thea! ce Ly p33 Gulls $(2000)easr 

dalizee Lyle Glebe ld 9 dagls ail ge yg ties (poe agulél Oly (2010/2009) ale olSLo| 

SLES ei Gye AyyLe dl Lebel Gund Gul le Aig lat! sige Ul Govids ee diel! obs LoS i 
(2006 «ciliuuc $2005 « ygautaS!) Cull ys 399 (doch! dine) Sl odie! Aleta Yl) dived! das bes disell 
(2000) (he cue yg oi lytic 3 y guns Lgvea dullal! (Las! wiry Glas goles Crgce ul! eotiod! G9Soa Letic 
exile 


et oecuul! Apiluas YF) Cot Ly 


Ailes cutlud cys de gee Coll bis! uae dala) cols 2 Lad) obLal! Gules oble 
(SPSS) dyelein Wl aglall 4SLeaaY dep sl eoliys Grpb ye GLU clpctisl wing Abbey dude oll 
-2007 alet (14) jlioue 

class Yl dplast) cllagill dail) Cuil! 2 dudeo gl ol agll culied 1 pao gil clean Yl 
Agi pide cal bie aug g Lan! ill dined Gul eerll (wothusdt! cause! ¢daylinl! 

9M Lue pall Ly cal pa Cpe LE HLBdLe ulead (ogeaps) dol ales 

ALN Lia dye .4ll LORY (Stepwise Analysis) suit! syst! Jules 


ENLN due yall (LOS (MANOVA ) sued! gull Jules 


op diall ASacall gig GSI Al riS I Maal 


raul! Li 


olan (ives! clan Gaby Lye clean yl uel all gill gine uadll (de dglay 
eile as: Atal Soh Clit Salah a sao Seth Lee Sate Sih etl 
Bley CU ila! clea Yh Goldtl Glan Y ule! Gaye gi clad duepally deglilly dart! 

: VLG (Schefee) (t-test) cLidby Bailly lool, LLY 


Ayes nailiadth Aaleil! AIL 42,0 


Ayodstl) aguailuad Ghy Au pall Ade a8) arjsi (1) ay Jota 


oth gall 5 ginwall 





dusais (864) SLY snc ah One 2 (7/28) dusing (336) (LSS yg Sl ste OF (1) Soto! oe Onty 
dull G fe LG! aa393 i Cae diel Ipeeed Gye pO SS] Yl SLY suc gy) dea dhy (/72) 
Agu LMS dtc Ju 5 ded Ling deo latly drogen! lela! 

(2055.6) Airy (667) aarte ab 3) pod! ssell divs (20) Cys JBi Mall ctia le peel! Wogiade Lei 
ES Lull Gyo eo GLU gue ced Qe ghee UAT Gf Cue cplaall gBlgll ae Gulley Le [ouag 
Cele g dicw (18 -17.5) ga Cilecleld Alla! Jgds ylecl dauugie Gi uu Y Cus dali Ugly. 2 
Aapeall dial! clin ty (743.1) duuis (517) waste ab d! AGl] AG tb dis (24 -21) Arye! dal! 
(71.3) deus (16) sites dis (5551225) 

(776.8) desis (921) erste aly) Sod! sed! LSE dial) 43 catia) aul ull coed! po guaduy 
(171) epsse ab d) aghast 2 cle oh clecled dill God deuul ll doa cutl ode Bagi Le Ing 
(10) passe ab 3 «Cacote ducal All dial!) ia Ge bin eset! Gall clay «(/143) uuu 
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op diall AS Agi GSIY) Asli riS I Alaall 


Sh Aga coleclad 2 Anis Coieall GUS 2 Ute ore ae pdibey Le Ing dBd (7/8) duis | glen 
Ai lye See I ae eso 
(AB geud | 2B pat!) ALAA Ol ait Wale QSL 42 y0 


slat oYLee Cle Lula! dye alpai ol vse Aylall GB soy Lolual! Glug! gl seul i 
ellie G) Ag tells cake 2tl Sal ale S WS gail 25 al! 


(2)eas doce 
Ladall uals ola AB gull Ad eal Asc a) oi weial) fe Aa all disc tal bly Ay ytnall Gl) ay g Abul) Gaus gall ad 


WI jLG SG As ye Ay Lal 





(3.75) Galeux dawugias Jol LSU 2 cle (eda Baye) SIN a GL 2) Sgtetl os onde 
dasugies AGEN ASM 2 (Zeal pled) SLI al OG ei Ale 2p yyy (0.64) Clues Blyparhy 
SEN AGM) 2 cle 18a (LoAell Bp gd) Lol Ale de yyy (0.69) cyline alpmrley (3.63) ulus 
ASM 2 (Zea! Glens) a) 2 eh Ale dp yyy (0.69) Gylyee Bl pote (3.59) alae dauugiions 
(3,59) 018 jalium dasugiorg (Lead! auf) 13 puolot! ull Le (3,60) alr dasugiory desl tl 
lang Aylle dm yoy (0.49) Cylurs Blpadhy (3.64) Qalus dougie cele 18 Joss ol paall Lei 
gees Lee liso! dacugll Lod plain) AUS le Juay Be dyiad Dleoe ode Shyla speed of Ge 
(3.64) lel! oliseS! davugill aby Gye cbse Adgis 4a yas ad eel 

cs Sls JSS cily38 Gye 5983 JSS) dy lell Gala, dolual! clus! clei i LS 
ANI Lis po pls Losey «TILES lars JES y acne [easy Lal pull s1af cL 
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(3) e& Jose 
Aare!) aul clad Autal) coal Ad gual) AB eal Ans al) Gh petal) (Gl lc) Alias clad Ay tinal) Gl) ail g Apbocal) Claw gall ad 
4 lai 
43 yal! das il ayy (glu) aus gal} Ay yladt) Ladle aul “ 
golrall 
11 Adauga 1.24 3.36 1 
8 Ale 131 3.58 2 
2 Alle 1.02 3.97 3 
6 Alle 1.15 3.60 4 
3 Alle 13) 3.74 5 
5 Alle 1.31 3.63 6 
1 Alle 1.10 4.10 i 
9 Ale 1.33 3.51 8 
4 Aulle 1.15 3.73 90 
10 Alan gia 1.27 3.48 10 
7 agile 1.17 3.59 11 


48 yall GAY Gt) I * 

(8.269.537) ala Yi ald alls! Gb Bed) Sgteall 2 cris ge LeSog dolLeae Yl OMe! Oo gbi 
ge dea) ue ily le lagi le lea gate 
Crllarugie gle Ciluas 43 (1,10) ala Yl ald lybell Loin, (3.51.3,58.3,63.3.73.3.74.3,97-4,10) SN 
(3,36.3,48) JUN geet! be (89 dba gis 

ged ale JSady Gals cagiblel old BI chy dpluat! laws! slays 2 ald lia gf eeaing 
LaWall pro lias Lag pio 19 p20 eg Of hey (bag dedi pe 


(4) e& Jose 
Aarlal) sled ola Aull coal Aud gual) Ad mall Aue Al) pattal) (GI lic) Ali clad Ay tinal) Gl) atl g Alual) Claw giall ad 


Agta) 
il ayy 
43M pal) daa ne (gual) Lass gal) Aadlad) leds “ 
4 dalle 1.19 3.82 12 
9 Ala gia 1.27 3.38 13 
2 Aulle 1.26 3.85 14 
5 Aulle 1.19 3.81 15 
1 Aulle 1.16 4.12 16 
8 Aulle 1.13 3.53 17 
6 Aulle ns 3.75 18 
7 Aulle 122) 3.68 19 
3 Aglle 1.18 3.83 20 


58 yall GAY ai * 


ls abbell ob Gea, dott! 2 cre ge ky Able Sridedl ap gbi 
ged) he SN Cae cdileog Alle Gllaugie be cluas [geree (17,19618.15.12.20.14.16) ald YI 
dauugie le Ghias 45 (13) asl Old sylell Lote (3,53.3,68.3,75.3,81.3,82.3,83.3,85.4,12 SLI 


(3,38) JN geil iol 9 dai gis clus 


(5) au dose 
Ay stad) Aadlel) Ailsa (Gils) Alia) clad Adel a8) GLY A leall OU aiyl 5 Atul blag) ad 
43M opal! days Cal ay! Jou gal Aadbad} ds Le e 
ig slyeall cqilacal 
1 Alle 1.10 3.71 21 
3 alle 1.31 3.64 22 
10 Alas sie eee 3.46 23 
2 Alle 1.31 3.69 24 
6 Adlle 1.29 3.57 25 
9 Alas she 1.35 3.43 26 
4 alle 1.17 3.60 PT 
8 Aulle et 3.54 28 
7 alle 1.15 3.56 29 
5 aylle 1.21 3.58 30 


4a pall GLY) I) GT * 
ls abla! ob Gea) doe! 2 ce ge LoS UbLesd Sibel oy gbi 
ged) le Cdl CGI Cue 9 Atle Glbiigie be Cuae Lgarem (28:29.25.30.27.22.24.21) ala YI 
cle cies 43 (26.23) ala Wt ols ljlell Leige (3,54.3,56.3,57.3,58.3,60.3,64.3,69.3,71) SN 

(3,43.3,46) JES! geet! le (09 dase dusbius cleus sie 


(6) ad dota 
Ay tal) Ladlell Baga (GI kS) Alia) olad Adsl) std GbLY Ay slrall Gla pat 5 Ayla! Llu yy! 


4a pat) daa ae aa Aadlall 5.53 “ 
eg algal cpiluscl 
3 Alle 1.20 3.94 31 
2 Aulle 1.06 3.95 32 
4 dlle 1.21 3.86 33 
1 Aulle 1.04 4.03 34 
6 Aulle 1.24 3.80 35 
12 dulle 1.15 3.54 36 
7 dalle 1.11 3.70 37 
11 Aulle 1.20 3.56 38 
9 Alle 1.16 3.65 39 
5 Aulle 1.08 3.82 40 
8 Aulle 1.11 3.69 41 
10 Aglle 1.23 3.64 42 


id all LEAN!) al * 


op diall AS Agi GSIY Asli riS I Alaall 


(944,03, 3,86.3 «65.3,69.3,70.3,80.3,82 ,3,54.3,56.3,64.3 ) SLI 


(7) es dose 
Ay sladl) Ladlell Bo gdi (GI ylc) Alia) olad Atal 18h Glib Ay lead Gl) ay) Ayla) blu gy! 


Tau gil} 
Ago | spall Aaya 


celal 


| | 


Ian Seca 
| | 
pa |e | 
| | 

Ais yal GAY I} Bal * 


SIs abbell ob (76a ote) 2 one ge ky Able Sibel op gbi 
eG ce ley Ale Glass Cle Chas Cie (4449.46.48.47.43.50) 018 YI 





0753 dawugia pilux dawgis cle (45)e) sylill clean «(3,56.3,68.3,70.3,76.3,773,94-4,00) JL 


(3,40) 
:(ApLtas) Lizoy) Aas Ot wait hs Wala! ALUN 4 p0 


(ys 389 JS tele Aout att 4 ate lai ol aad 4 4 yLuek| lal sly JoluoS| CL ws ill Z| Seal eo 
MSS Cr (8) Jgtetlg «dull! Lis oil 3 
(8) dots 
Agta Lia aati ated) ol 988 cya BME JS (gle Au) pal) Ate 3) 8) Ca) 8d Ay laeall ld jay) g Antu) GU gall 


ll pall daa Cail jay das gill 4yUhl) Lay * 
a 
59 
re 
x ae 


Ee os 
x 
ee 
OO 
ee 


Apa GLY GT) sl * 
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SIs abba! ob (86a, Gott! 2 cre ge kg Adlon Stel opgbi 
eG ae ley Ale Glass Cle cas Cue (4449.46.48.47.43.50) 018 YI 
0A daiuigie Gilux dawgie Gle (45)03) ayliall Cdrasy «(3,56.3,68.3,70.3,76.3,77.3,94.4,00) Jt] 


(3,40) 


nbLay yt Shiv» Los| 


Mayall Ou USliaa| Ys ld bls! Be seg © sbaslas CA Jol Ail dud pst! cuss 
cUgtilene clgiage cLajglad (deat! eusl) dylel Leal police Ge ealayy Ullal Td! 
Cabal per cys Loluas| Mag Lange Lola CdLeles peer Sf (9) dosed! oe onde (leined 
dlauigie 4 OW Cogls LLIN Led of aude ye COBgull Gyall) Jatt! piel dye pall 
lang GiSst2 0.70) crag (0.70 0.50) JatS (0.50) Calta GIS Cs 5 yguacee (T [Ue Ladi pay dediyey 
dygine olS)! HIBMe ageg ga GUS pe BOM y Qld (Cul ,a) all ox GLB! agg cle Jay 
Kung «pall Sgtadl Cpe ped ST Caucall 2 Lace (078 pitts ISay [Enea Bgl! pall Oy Lag’ 
Lad (sglus Cod Cue Gbs (lee Wile UY vegies Of Ledoy eu aus G28 Lgl aes 
Lis) gull iit! Mus! dol! Rgiuae SOL cpet Lose ./1 cei (0.01) gh Ladd! Aleinly (99) 
clas GLUSI ageg hay Les Saye LoL) SDLsles eB GHLSS Cae LUD (10) Sgtetl eid 509 ogo! 
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The Effect of Market Knowledge and Consumptional Motives of Jordanian Universities 
Students Towards Mobile Phones Brands Elements : Field Study. 


Abstract: 


The study examined the effect of market knowledge and Consumptional 
Motives of Jordanian Universities students towards mobile phones brand 
element "independent variable" represented by "brand name, , trade mark, 
trade mark quality, trade mark positioning, and trade mark popularity, of 
mobile phones among universities students in the north province and their 
satisfaction "dependent variable" To achieve the study purpose, the researcher 
collected data using a questionnaire developed through reviewing the related 
literature. 


The study was conducted on a large sample of university students having 
the necessary knowledge of modern mobile phones available in the Jordanian 
market. 


A random sample consisting of (2000) Jordanian Universities Students 
"male, female" using one or more mobile phones. Several statistical procedures 
were used such as "Pearson, stepwise regression analysis, MANOVA's and 
Scheffé rest for post hoc comparisons". 
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Abstract 


The main objective of this study is to examine the accounting system 
practiced in lrak, Egypt, Alchemy, Iran and the Near East, from ninth to 
fourteenth century A.D, and to appraise accounting practice and its regulation 
which were introduced through fiscal reforms. The study is based on threes 
books and a handwritten manuscript, Miftah El-Ouloum, Nehayat Al Erab Fi 
Funun Al Adab, Risala El-falakiya, written by Al-khawarizmi al-nouwairi, and 
Al-Mazandarani. There famous encyclopedia was considered as an important 
work and was translated into the Latin language beginning in the eighteenth 
century 


IN the first Muslim era, a cultural movement flourished and a famous 
school was established, specializing in the composition of encyclopedias in 
many fields, including cultural, political, historical, social, financial, accounting 
and humanitarian. 


Key words: 


accounting, Islamic State, Miftah El-Ouloum, Nehayat Al Erab, Risala El- 
falakiya. 


L'objectif principal de cette étude est l'examen du systéme comptable 
pratiqué en Irak, Egypt, Al-Chemi, Iran et le Proche Orient, pendant la période 
du neuviéme au quatorziéme siécle A.C. Trois livres et maniscrits sont a la base 
de ce travail; Miftah El-Ouloum, Nehayat Al Erab Fi Funun Al Adab, Risala El- 
falakiya, écrit par les auteurs Al-Khawarizmi, Al-Nouwairi, et Al-Mazandarani. 


A l'aube de l'époque musilmane, un mouvement culturel se développa et 
de célébres écoles furent fondée et spécialisée dans les encyclopédie. Ces 


derniers, traitais de nombreux domaines, y compris la culture, la politique, 
I'histoire, le social, la finance, la comptabilité, et I'humanitarisme. 


Mots clés: 


comptabilité, Etat Islamique, Miftah El-Ouloum, Nehayat Al Erab, Risala 
El-falakiya. 
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Abstract 


Word-of-mouth marketing is highly recognized as one of the most 
prominent and powerful tools affecting consumer decision making. This study 
attempts to examine the willingness of students in private universities to 
generate positive WOM marketing where inadequate research and literature in 
Arab countries about such issue is a major concern. The model for this study 
contends that satisfaction, incentives, experience, and the source has a 
significant influence on students’ willingness to use WOM. These propositions 
are investigated using data collected from three private universities in Amman- 
Jordan. Empirical support was found for three of our hypotheses. A key finding 
is that satisfaction, experience, and the source has a significant influence on 
students’ willingness to use positive WOM. We conclude with a discussion of 
how to use those variables in fostering interpersonal relationships between the 
university and the students in order to increase the likelihood of students' 
positive WOM behavior. 


Keywords; 


Word of Mouth, Marketing, Private Universities, Decision Making 


Introduction 


Word-of-Mouth Marketing, or WOMM, is a term used in the marketing and advertising industry to describe 
activities that companies undertake to generate personal recommendations as well as referrals for brand 
names, products and services. This form of communication has valuable source credibility, as people are 
generally be inclined to trust someone's opinion if they feel that it is offered freely and without prompting, 
compulsion, or personal interest in communicating the information. People are more inclined to believe word 
of mouth promotion than more formal forms of promotion (i.e. advertising) because it is assumed that the 
communicator was satisfied by the goods or services provided and is unlikely to have an ulterior motive (i.e. 
they are not out to sell you something). Also, people tend to believe people whom they know. In brief 
WOMM is a marketing phenomenon that facilitates and encourages people to pass along a marketing 
message voluntarily (Grewal, et al., 2003). 
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Word-of-mouth (WOM) is considered one of the oldest forms of marketing communication, whether from 
the vendor, experts, or social acquaintances including friends and family. It may also be one of the most 
powerful channels, particularly if the provider of WOM is someone known and trusted. WOM is considered 
a key ingredient in the success or failure of a new business, the reason underlying this importance is that 
WOM is very powerful in making decision easier and in accelerating decision process. Furthermore, WOM 
is the least expensive, yet at the same time, the most credible form of advertising (Clow and Baak 2007). It's 
becoming clearer that marketing success is determined more by the time it takes for customer to decide on 
your product than by any other single factor. 


According to Silverman (2001b) WOM accelerates the process of customer decision-making, from deciding 
to decide, asking for information, weighing options, evaluating a free trial, and then finally becoming a 
customer and advocate. He maintained that: 


The best way to increase profit is to accelerate favorable product decisions. 

e The best way to accelerate product decisions is to make them easier 
The best way to make the decision easier is to deliver word of mouth, instead of confusing, low- 
credibility information in the form of advertising, or other traditional marketing. 


In addition to that, most external search studies include WOM communication as one source of information 
on which consumers rely, in addition to other forms of search to create an index of total external search (e.g. 
Blech and Blech, 2007). However, WOM differs from other information sources in several important ways. 
WOM communications differ from non personal sources of external information in that the WOM channel is 
immediately bi-directional and interactive. What is more, the internet is growing at such a rapid pace 
including e-mail, websites, chat rooms, and video teleconferencing, WOM is even more important to 
businesses today than ever before (Silverman, 2001b). 


This importance is confirmed by Donaton, (2003) who conclude that one American in 10 tells the other nine 
how to vote, where to eat, and what to buy. He highlights research showing how influential WOM has 
become and focuses on the people most responsible for spreading it. His findings show the majority of 
people rely more than ever on friends and family, rather than advertising or editorial, to decide which 
restaurants to try, places to visit, prescription drugs to purchase, hotels to stay in and videos to rent. "It really 
a critical shift point and marketers need to think about it fundamentally, not just think of throwing on a word 
of mouth element" to marketing plans. 


Finally, opinion leader group can play very important role as human information processors and it can help 
in generating WOM. It has been suggested that opinion leaders exert a "disproportionate amount of influence 
on the decisions of other consumers" (Flynn et al., 1994). Thus, the opinion leader group has the potential to 
be very important to marketers in disseminating product and company messages and therefore it's considered 
as essential part of the overall communication strategy. 


The paper begins with listing research objectives, followed by detailed literature review that highlights key 
issues of WOM. Accordingly, the next section focuses on research methodology, while the final section 
provides a conclusions and discussion. 

Research Objectives 

There has been a lot of marketing research on WOM but not many has focused on covering the willingness 
of students in private universities to generates positive WOM. This paper will fill this gap with main 
objectives of this research are: 


1. To examine the willingness of students to generate positive WOM in private universities, 


2. To identify the most important sources of positive WOM that have more influence on students, and 
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3. To explore how does WOM operate in cultures other than Western? Since most of the research and 
literature is done in western societies, and limited attention was given to this issue in Arab countries despite 
its extreme importance. 


Literature Review 


To clarify the distinctive features of WOM, this section will shed light on different issues including WOM 
definition, power of WOM, levels of WOM and finally empirical research related to WOM. 


Definition of WOM: The most common used definition of WOM communication is Arndt’s (1967) that is: 
Oral person-to-person communication between a receiver and a communicator whom the person perceives as 
non-commercial, regarding brand, product or a service. While Silverman (1997) defined WOM as informal 
communications about products, services, or ideas between people who are independent of the company 
providing the product or service, in a medium independent of the company. Patton (2000) define it as a 
message about the products or services offered by an organization or about the organization itself which 
involves comments about product performance, service quality and trustworthiness passed on from one 
person to another. Finally, Stokes and Lomax (2002) defined WOM communications as: all interpersonal 
communication regarding products or services where the receiver regards the communicator as impartial. 


Power of WOM. WOM is more credible than any most sincere salesperson. It is able to reach more people, 
faster, than advertising, direct mail, and even the Internet, because it can spread like wildfire. It breaks 
through the clutter and the noise better than anything (Silverman and Eve, 2000). Even more important than 
its credibility, reach, speed and ability to break through the clutter, is its ability to get people to act. People 
think that WOM is so powerful because of its objective, independent nature. Why is that so important? 
Because a decision maker is more likely to get the whole, undistorted truth from an independent third party 
who has interest in promoting your point of view. This unique credibility gives word of mouth much of its 
power. There are some other reasons why word of mouth is so powerful: 


It is more relevant and complete. WOM is “live,” not canned like most company communication. That 
means it is custom tailored to the people who are participating in it. People are not giving a pitch; they are 
responding to questions, though most important questions, the ones the decision-makers themselves are 
asking. Therefore, customers pay more attention because it is perceived as more relevant and more complete 
than any other form of communication. 


It is the most honest medium. Because it is custom tailored, and because people are independent of the 
company, it is the most honest medium. And customers know it. Advertising and salespeople are notoriously 
biased and not fully truthful. The inherent honesty of word of mouth further adds to its credibility. 


It is customer driven. Closely related to the above, word of mouth is the most customers driven of all 
communication channels. The customer determines who she will talk to, what she will ask, whether she will 
continue to listen or politely change the subject, etc. 


It is a mysterious, invisible force. Despite all of its overwhelming power, it is invisible. It is sometimes called 
“underground” communication, or the grapevine. 


It feeds on itself. Word of mouth is like a breeder reactor. It is self generating, it feeds on itself. It does not 
use up anything. If 10 people have 10 experiences that are 100 direct experiences. If they each tell 10 people 
about their own experiences, that is an additional 1000 (indirect) experiences, which can be just as powerful 
as the direct experiences. If they each tell ten people, that is an additional 1,000 people who now have 10,000 
experiences in their heads. And so on. 


Levels of WOM: According to Silverman (2001) there are several levels of word of mouth that are quite 
different from each other and that vary both in nature and intensity. Nine levels of WOM ranging from the 
“minus 4” level, where the talk about product is only negative, to the “plus 4” level, where every one is 
raving about the product. 
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- 4 (Negative) WOM + 4 (Positive) 
a 
Levell (Minus 4): People are taking about product and complaining about it. It has reached to the level of 
public scandal. People are asking each other about it and actively dissuading other people from using it. If 
this is a short-term emergency, such as product recall that is reacted to quickly and responsibly, the product 
can survive. 


Level 2 (Minus 3): Customers and ex-customers go out of their way to convince the other people not to use 
the product, but it hasn’t reached scandal proportions. Similar to level Minus 4 almost nothing can survive 
this level. 


Level 3 (Minus 2): When asked, customers rant, although they don’t go out of their way to badmouth the 
product. They go on and on about how terrible your product is. The product sales will slowly erode in this 
situation. The process will be slower because people are not actively seeking each other out to spread 
negative WOM. 


Level 4 (Minus 1): In this stage, people are not actively complaining about product, but when they are asked, 
they have relatively negative things to say. Here advertisement and other conventional marketing can 
sometimes provide a holding action, but very little progress will be made. 


Level 5 (Zero): At this level, people use product, but are rarely asked about it. They don’t volunteer their 
opinion. If asked, they have little (good or bad) to say about it. This product is getting little or no WOM. It’s 
probably going to cost a fortune to get such a product widely accepted. It’s the level where most products 
are. 


Level 6 (Plus 1): When asked, people have nice things to say about the product. For example, people may 
not necessarily go out of their way to tell anybody about a product or service from local merchants, such as 
dry cleaners or restaurants, but if asked they well say It’s good, reliable, or any of the other nice things that 
are true about the product. 


Level 7 (Plus 2): When asked, customers rave. They go on and on about how wonderful the product is. Here, 
conventional marketing is almost completely wasted because it is much les powerful that what is sitting there 
for the talking. What is needed is for you to provide the channels and materials for your customers to rave. 


Level 8 (Plus 3): At this level, customers go out of their way to convince other people to use the product. 
This is what people talk about at parties: the new movie, the latest restaurant, the latest book. Again, provide 
the encouragement and the channels, facilitate the process, and build a bigger plant. 


Level 9 (Plus 4): Product is being talked about continually; people are asking each other about it. Experts, 
local influences, typical customers, and prospects are all talking with each other about your product or 
service and raving about its virtues. It is getting a considerable amount of publicity. At this level, it is 
especially necessary to manage people’s expectations. Other wise, people will expect much more than will 
be delivered, which is a sure recipe for disappointment. In this kind of a situation, sales are often growing at 
such a rapid rate that the company cannot maintain quality. Again, expectations must be managed. Some 
examples of companies representing level Plus 4 such as, Lexus Automobiles, Harley-Davidson and Apple 
computer. 


Empirical Research: According to Nielsen Global Internet Survey (2007) consumers around the world still 
place their highest levels of trust in other consumers. Conducted twice-a-year among 26,486 internet users in 
47 markets from Europe, Asia Pacific, the Americas and the Middle East (Egypt and UAE the only Arab 
countries who participated in this survey). Nielsen surveyed consumers on their attitudes toward thirteen 
types of advertising - from conventional newspaper and television ads to branded web sites and consumer- 
generated content. 


The recommendation of someone else remains the most trusted sources of information when consumers 
decide which products and services to buy. Although consumer recommendations are the most credible form 
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of advertising among 78 percent of the study's respondents (Tablel), Nielsen research found significant 
national and regional differences regarding this and other mediums. Word of mouth generates considerable 
levels of trust across much of Asia Pacific. Seven of the top ten markets that rely most on "recommendations 
from consumers" are in this region, including Hong Kong (93%), Taiwan (91%) and Indonesia (89%) 
(Table2). At the other end of the global spectrum, Europeans, generally, are least likely to trust what they 
hear from other consumers, particularly in Denmark (62%) and Italy (64%) (Table3). 






































(Table 1)* 
To What Extent Do You Trust the Following Forms of Advertising? 
Recommendations from consumers 78% 
Newspapers 63% 
Consumer opinions posted online 61% 
Brand websites 60% 
Television 56% 
Magazines 56% 
Radio 54% 

(Table 2) * 





Word of Mouth is a_ powerful recommendation for Asians 
Seven of the top 10 markets who relied on it hailed from Asia 



























































Hong Kong 93% 
Taiwan 91% 
Indonesia 89% 
India 87% 
South Korea 87% 
Philippines 86% 
UAE 84% 
(Table 3) * 

Top Five countries to rely on someone else's recommendation 

Hong Kong 93% 
Taiwan 91% 
Indonesia 89% 
India 87% 
South Korea 87% 








* Source: Nielsen Online Global Consumer Study April 2007 


Ying and Chung (2008) investigate how attitude towards purchase intention of a product is affected by 
involvement level and presentation order of positive and negative WOM information when presented in a 
single-message single-source context. Two studies were conducted with undergraduates of a top Asian 
university using experimental setups. It was found that subjects tend to base their evaluations more on later 
information than earlier information regardless of involvement level. This recency effect was consistently 
found across the product categories of tourist destination and restaurant in both studies. Despite obtaining 
differences between high and low involvement levels in the pretest for both products, the difference was 
found again in only the restaurant category in the manipulation check of both studies. Findings of this paper 
can help companies to position messages in their favor when both positive and negative information needs to 
be presented. 


The purpose of Ferguson (2008) paper is to study word-of-mouth and viral marketing, and attempt to 
determine their measurability in terms of return on investment (ROI). The study examines real life 
campaigns from well-known companies and attempt to measure consumer response beyond merely viewing 
or participating in the campaign. How much of an actionable response can be evoked and measured from 
viral and word-of-mouth campaigns? The paper explores some recognizable viral marketing campaigns and 
studies the effects they had on product sales, consumer advocacy and brand awareness. It teaches important 
factors to consider when developing word-of-mouth marketing: who is doing it well, who is not, what lasting 
effects can a campaign deliver, and are there any effective ways to measure return on investment. The paper 
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finds that word-of-mouth or viral marketing efforts are not always a sure bet. But a well-placed, calculated 
and provocative campaign can spark a firestorm of business that sometimes can be effective for years in non- 
terminal new mediums like the internet. The paper suggest following the included Viral Commandments 
when creating a word-of-mouth campaign to ensure marketing resources are put to highest and best use. It 
also suggests focusing on identification of the consumer as a vital step to build advocacy. 


While Needham (2008) paper aims to describe the ways word-of-mouth (WOM) can operate in social 
network platforms such as Facebook. Using Headbox, a research and seeding community for 30,000 16-25 
year olds who share their thoughts, their opinions and their ideas and get rewarded for it, consumer insights 
on brands and how positive and negative WOM are described. The paper finds that the importance of co- 
creation is vital in diffusion. Co-creation implies that marketing happens with young people rather than it 
being directed at them. In addition to that, a new approach to marketing using social networking and a very 
large sample suggests that we are near to a clearer understanding of the complexities of diffusion by WOM. 


According to Soutar et al., (2007) WOM represents an opportunity to organizations who continually seek 
new ways to achieve competitive advantage because it has a powerful influence on consumers' attitudes and 
behaviors. This study aims to investigate the complexities of the WOM concept and simultaneously examine 
the triggers that motivate people to offer WOM and the conditions that enhance the chance of WOM 
occurring. The findings revealed two key WOM themes, termed “richness of message” and “strength of 
implied or explicit advocacy”, as well as various triggers and conditions that affect WOM occurrence. The 
study suggested that WOM activity is more complex than previous research has argued. Managers should 
consider various WOM facets and, in particular, recognize WOM will be most favorable when it is positive, 
richly described and conveyed in a strong manner. 


The important influence of peer recommendations on consumer purchases has been strongly established. 
However, the growth of electronic discussion boards has created a channel for online word-of-mouth 
(OWOM) between people who have never met. The study of Fong and Burton (2006) is the first to examine 
WOM in online discussion boards and thus provides valuable insight for marketers into this growing source 
of WOM. It aims to examine and compare the frequency and content of postings on digital camera electronic 
discussion boards within US and China based websites. The analysis showed quantitative and qualitative 
differences in the content across the two sites. There were differences in the pattern of brand mentions across 
the two websites, and requests for information seeking behavior also varied across the two sites; users of 
EachNet were more likely to request information, thus possibly increasing the likelihood of, and influence 
of, OWOM on this website. There were also significant differences in content, with higher country of origin 
(CoO) effects on EachNet. CoO effects were largely strongly negative, in particular showing high levels of 
negative references to brands originating from Japan. 


While the objective of Podoshen (2006) article is to explore if there is a difference between American Jewish 
consumers and American non-Jewish consumers in the use of word of mouth and brand loyalty in response 
to the purchase of durable goods (automobiles). Additionally, this article aims to explore if there is a 
difference in the use of WOM and brand loyalty among American Jews with differing levels of acculturation. 
The study shows no significant difference in brand loyalty and word of mouth between all American Jews 
and American non-Jews, however, a significant difference between highly acculturated American Jews and 
low-acculturated American Jews was found. The article helps firms plan their marketing strategy in terms of 
how they will utilize word of mouth where American Jewish consumers comprise a significant part of the 
target market. 


Wirtz and Chew (2002) research examined how incentives work to actively encourage WOM, and how 
incentives would potentially interact with other variables that have been shown to drive WOM. The results of 
the study show that satisfaction does not necessarily increase the likelihood of WOM being generated. It 
shows also that incentives are an effective catalyst to increase the likelihood of WOM being generated by 
satisfied consumers and tie strength to be an important variable in explaining WOM behavior. The findings 
suggest that satisfied customers are a necessary but not sufficient condition for getting positive WOM and 
those incentives may be an effective way to get satisfied customers to recommend a firm. 
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Finally, Gremler et al. (2001) investigated four dimensions of interpersonal bonds: trust, care, rapport, and 
familiarity. They contend that as a customer’s trust increases in a specific employee, positive WOM 
communication about the organization is more likely to increase and such trust is a consequence of a 
personal connection between employees and customers, and employee familiarity with customers. A key 
finding is that the presence of interpersonal relationships between employees and customers is significantly 
correlated with customer WOM behavior. Moreover, one key dimension of the employee-customer 
relationship is interpersonal trust, or "confidence in an employee’s reliability and integrity”. 


Proposed Model and Hypothesis 

The proposed model is based on the above literature review, it was found that satisfaction, experience, 
incentives, and the source are the most influential factors that boost the role of WOM in consumer decision 
making. Some of those variables are also included at Wangenheim and Bayon (2004) model. 


Figure 1: Proposed Research Model 


Numerous empirical studies have identified a positive association between customer satisfaction and WOM. 
Evidence indicates that WOM is often related to consumers’ satisfaction or dissatisfaction with previous 
purchasing experiences (Blodgett et a/., 1993). Richins (1983) found that the tendency to engage in negative 
WOM was positively related to the level of dissatisfaction. Therefore, we expect that: 














Word of Mouth 







#1: Satisfaction has a significant influence on students' willingness to use WOM 
Ha: Dissatisfied students are willing to use WOM more than satisfied students 


According to Gilly et al. (1998) someone who an expert in a particular product category should dispose of 
more product or purchase related information in this field and therefore his/her opinion will be sought more 
often than the opinion of others. Moreover the greater knowledge base of experts should enable them to 
convince others more effectively of their opinion on products and brands. To Jacoby and Hoyer (1981) 
experts are more often opinion leader in a product category than other. Therefore, we expect that: 


2: WOM from expert and opinion leaders has a direct significant influence on students 


Satisfied customers need to feel motivated to provide WOM. People who are rewarded for a behavior are 
more likely to engage in that behavior again (Buhler, 1992). A monetary incentive (reward) can be used as a 
reinforcer to shape behavior (Gupta and Shaw, 1998). In other words, incentives can function as an extrinsic 
motivator, and this motivation may increase as the incentive increases. Therefore, we expect that: 


H3: Incentives provided by universities has a direct significant influence on students' 
willingness to spread positive WOM 


Consumers interact with people from a spectrum of various degrees of tie strength, ranging from strong 
primary (e.g. brother) to weak secondary (e.g. a seldom-contacted acquaintance). Strong ties have been 
shown to be more likely to be activated for information flow and are more likely to provide information 
(Brown and Reingen, 1987). Also the amount of WOM generated was higher within groups with many 
strong tie relations, than within groups with many weak tie relations (Bone, 1992). This indicates that 
consumers engage in more WOM with strong than with weak ties. Based on that we expect: 
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4; The source of WOM has a direct significant influence on students! willingness to spread 
positive WOM 


Research Methodology 


To empirically investigate the proposed model, a questionnaire was used comprised a five-point Likert-type 
format concerning the questions related to WOM. The first section contained questions about respondent 
demographics, while the second section contained questions related to WOM assessed on a 5-point scale. 
While the statement " I am willing to inform other students my opinion about the university according to my 
experience" will be used to measure WOM. The questionnaire was pre tested by asking 22 students to 
complete the questionnaire to discover any difficulty or ambiguous questions. After that, a total of 600 
questionnaires were distributed through convenience sampling, employing students from both genders who 
took the questionnaire to friends and other students inside the university campus. Of these questionnaires, 
483 were returned, 33 of which were discarded due to incomplete responses. Thus, 450 were used for the 
analysis. The questionnaire was distributed in Arabic language to undergraduate students enrolled in three 
private universities located in Amman-Jordan. To assure face validity of the translated version, the 
questionnaire was checked by expert to confirm the accuracy of translation. 


Respondents Profile 


As shown in Table 4 the survey respondents came from a relatively broad cross-section of students' 
population. Of the respondents, 32.9 percent were less than 20 years of age, 60.4 percent were between 21 
and 25 years of age, and only 6.7 percent were 26 years of age or over. Seventy percent of the respondents 
were male and 29.6 percent were female. About 12.1 percent of the respondents are first year students, 17.4 
in second year, while 27.5 percent in third year, and the highest 36.2 percent at the fourth year and the rest 
6.9 percent were final year students. In terms of nationality, 62.4 percent of the respondents were Jordanian 
and 37.6 percent were non Jordanian. Colleges represented by the survey respondents were: business (42.0 
percent); Law (4.4 percent); Arts (12.0 percent); IT (10.7 percent); Science (0.9 percent); Engineering (11.8 
percent); Pharmacy (15.3 percent); and others (3.1 percent). 
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Table 4: Cross Tabulation of Respondents Profile by University 


Philadelphia Applied Science Amman Private Total 
universi universi universi 


College 
Business 


Law 

Arts 

IT 

Science 
Engineering 


Pharmacy 


49 (10.9 %) 


12 (2.7%) 
16 (3.6%) 
15 (3.3 %) 
4 (.9 %) 

19 (4.2 %) 
35(7.8%) 


46 (10.2 %) 


49 (20.9 %) 
2(0.4 %) 
8 (1.8 %) 
6 (1.3 %) 


6 (1.3 %) 
30 (6.7%) 
26 (5.8 %) 
26 (5.8 %) 
12 (2.7%) 


8 (1.8 %) 
22 (4.9 %) 


189 (42.0 %) 
20 (4.4 %) 
54 (12.0 %) 
47 (10.7 %) 
4(.9%) 
53 (11.8 %) 
69 (15.3 %) 


Others* 4 (0.9%) 10 (2.2 %) 14 (3.1%) 


150 (33.3%) 150 (33.3%) 150 (33.3%) 450 (100%) 


Age 
Less than 20 


21-25 
26-30 
More than 31 


37 (8.3%) 
100 (22.4%) 
9 (2.0%) 

1 (.2%) 


54 (12.1%) 
82 (18.3 %) 
8 (1.8%) 
6 (1.3%) 


56(12.5%) 
88 (19.7%) 
4 (.9 %) 
2 (.4%) 


147(32.9%) 
270 (60.4%) 
21 (4.7%) 
9 (2.0%) 


147 (32.9%) 150(33.6%) 150 (33.6%) 447 (100%) 


Academic Year 
First year 


6 (1.3 %) 
36 (8.0%) 
Al (9.2%) 


18 (4.0 %) 
24 (5.4%) 
48 (10.7%) 


30 (6.7%) 
18 (4.0 %) 
34 (7.6 %) 


54 (12.1 %) 
78 (17.4 %) 
123 (27.5 %) 
52 (11.6%) 46 (10.3%) 64 (14.3 %) 162 (36.2 %) 
13 (2.9%) 143.1%) 4 (.9 %) 31 (6.9 %) 


Gender 
Male 


Second Year 
Third Year 
Fourth Year 


Final year 


113 (25.1%) 88(19.6%) 116 (25.8%) 317 (70.4%) 
37 (8.2%) 62 (13.8 %) 34 (7.6%) 133 (29.6%) 
150(33.3%) 150(33.3%) 150(33.3%) 450 (100%) 


Nationality 
Jordanian 


Female 


83(18.4%) 120 (26.7%) 78(17.3%) 281(62.4%) 
67 (14.9%) 30 (6.7%) 72 (16.0%) 169 (37.6%) 


150(33.3%) 150(33.3%) 150(33.3%) 450 (100%) 


Non Jordanian 





Table 5 shows the descriptive statistics used to measure the WOM items. As we can see from the table 
all statements are above the 3 level, which indicates appositive indication towards generating positive 
WOM. The First statement received the highest mean with 4.36 which indicates students if satisfied 
are willing to say positive things about the university. With the second highest mean of 3.95, statement 
number 15 was ranked second which indicates that information from my friends is more valuable than 
different types of advertisement. While statement 9 ranked third with 3.87 mean, and again it 
emphasize the role of friends and relatives as information source. While on the other side statement 8 
has received the lowest mean of 3.14 among all items used to check the WOM dimensions. 


Table 5: Descriptive Statistics 





Std. 
Deviation 


Mean 


WOM items 
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If I am satisfied I will say positive things about my University 4.36 a2 
If I am not satisfied I will say negative things about my University 3.35 1.347 
B. Information about financial incentives offered by the university was | 3.21 1.154 

the most important thing for me 
4. I consider senior level students as the best source for information 3.41 1.967 
about any university 
(5. When I get incentives such as scholarship, I will talk in positive way | 3.75 | 1.165 

about the University 
6. When I need information about a university, usually Iask my close | 3.20 | 1.173 

friend 
7. When I hear positive things about my university from expert people | 3.27 | 1.237 
such as Ministry of Higher Education, I will consider it 





Ro] 


























. When I hear in media positive things about my university such as 3.14 | 1.178 
library, computer labs, I will consider it 

9. If advertisement contains little information, usually I seek 3.87 859 
information from friends and relatives 

0. Information coming from the university employee's (registration 3.25 | 1.123 


dept.) highly influence my attitude towards the university 
11. Information about the academic Faculty highly influence my attitude | 3.44 | 1.164 
towards the university 
12. Even when I am not satisfied from the university, still I will say Sudd.|, 1,252 
positive things about it 
/ 3. Information from experts and opinion leaders create positive attitude | 3.82 | 1.073 
about my university 




















4. 1am willing to inform other students my opinion about the 3:57/| 1.024 
university according to my experience 

15. The information that I get from my friends is more valuable than 3.95 1.035 
different types of advertisement 

16. I prefer to depend on various sources rather than relying on single 3.77 | 1.228 
friend 

















Instrument Validity and Reliability 


A principal component factor analysis with varimax rotation was conducted as an extraction method for the 
factors. Initial examination of Table 6 suggests a four-factor structure that accounted for 66.11% of the total 
variance. As Table 6 shows the loadings for the items that consists the four factors in general are quite 
encouraging (> .50), with three factors generally loading quite strongly on their intended factor except for 
the third factor, incentives with only two items. All items except two have loaded on their hypothesized 
factors, therefore convergent and discriminant validity for all constructs is supported. 


Table 6: Factor Analysis for Construct Validity 


Statement Factor Loading 
SAT EXP INC SOU 








If I am satisfied I will say positive things about my University 826 





If I am not satisfied I will say negative things about my University .642 





Even when I am not satisfied from the university, still I will 
say positive things about it 

When I hear positive things about my university from expert 
people such as Ministry of Higher Education, I will consider it 


586 





559 























When I hear in media positive things about my university 
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such as library, computer labs, I will consider it 844 

Information from experts and opinion leaders create positive 
attitude about my university 

Information about financial incentives offered by the 

university was the most important thing for me. 

When I get incentives such as scholarship, I will talk in 
positive way about the University 

When I need information about a university, usually I ask my 

close friend ball 

Information coming from the university employee's 





692 





.909 





2) 

















(registration dept.) highly influence my attitude towards the mae 
university 
Information about the academic faculty highly influence my attitude towards 
the university 827 
The information that I get from my friends is more valuable 
than different types of advertisement. Sis 
I consider senior level students as the best source for information about any .668 


university 





% of Explained Variance 




















11.21 11.45 8.53 34.92 





Total variance explained = 66.11 
Extraction Method: Principal Component Analysis. Rotation Method: Varimax with Kaiser Normalization. 


Instrument Reliability 


All scales except one performed well on the tests conducted to assess the quality of our measures. The 
instrument for measuring satisfaction, experience, and source showed satisfactory internal consistency (all 
Cronbach alphas > 0.70) as suggested by Nunnally (1978). However, the instrument for measuring 
incentives performed poorly (alpha =0.62) although the scale had shown good reliability in the pretest (alpha 
=0.71). 


Table 7: Cronbach's Alpha for the Scales 

















Variable No. of | No.of | Alpha 
Cases Items 
Satisfaction 450 3 0.88 
Experience 450 3 0.75 
Source 450 5 0.83 
Incentives 450 2 0.62 




















Data Analysis and Hypothesis Testing 


To test the proposed model for this study, Multiple Regression Analysis will be used, which allows us to 
investigate a set of independent and dependent variables. As shown in Table 9, the Variance Inflation factor 
(VIF) indicates that Multicollinearity does not cause any problem since all independent variables was below 
the threshold of 10 (Neter and Kunter 1990). Furthermore, when the tolerance value is above .60, it is also 
considered as an evidence of the absence of multicollinearity among the independent variables as indicated 
by Hair et al., (1995). Accordingly, The Durbin-Watson test statistic as shown in Table 8 is very close to 2, 
indicating that the adjacent residuals are uncorrelated (Anderson et al., 1990). In addition to that, Table 9 
indicates that three out of four of the casual relationships between the variables proposed in our model are 
highly supported. 
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Table 8: Model Summary 


Adjusted Std. Error of 
— R Square R Square the Estimate Durbin-Watson 





8776 1.945 


a. a (Constant), SOU, INC, EXP, SAT 


Table 9: Model Testing 


Unstandardized Standardized __ eet 
eae ee Collinearity Statistics 
voce’ Si g. 


| =§B Std. Error | Error | Betas [Tolerance] VIE _| 
(Constant) 


SAT 
EXP 
INC 

SOU 





Hypothesis Testing: 


The results of the HI shows that satisfaction has a significant influence on students willingness to use WOM 
(t = 3.50: sig = 0.001). While for Hla, results have indicated that satisfied students has received higher mean 
(4.13) which is definitely higher than dissatisfied student who got only (3.20). This result goes against Hla, 
which means satisfied students are willing to use WOM more than dissatisfied students. Therefore, Hla is 


not supported. This means that satisfied students are willing to spread positive WOM more than dissatisfied 
students. 


Turning to H2, it was found that WOM from expert and opinion leaders has a direct significant influence on 
students (t = 3.75: sig = 0.000). Concerning H3, it was found that incentives provided by universities does 
not have a direct significant influence on students willingness to spread positive WOM (t = .058: sig = 
0.954). Finally, H4 proved that the source of WOM has a direct significant influence on students (t = 2.949: 
sig = 0.003). Table 9 summarizes the results of hypothesis testing. To achieve the second objective, it was 
found statement 6 (friends) has received the highest mean 3.87. While expert and opinion leaders came in the 
second position with 3.57. Formal sources about academic faculty ranked third with 3.45. 


Table 10: Results of Hypothesis testing 
Hypothesis Result 








H1:; Satisfaction has a significant influence on students 


Supported 
willingness to use WOM ene 





Ha: Dissatisfied students are willing to use WOM more than 


Not Supported 
satisfied students 





H2: WOM from expert and opinion leaders has a direct significant 








influence on students Supported 
H3: Incentives provided by universities has a direct significant Not Supported 
influence on students willingness to spread positive WOM 

H4: The source of WOM has a direct significant influence on Supported 











students 
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Conclusions and Discussion 


First of all, this research has contributed to marketing theory by extending the concept of WOM in two 
areas; from traditional durable products into new service market (education); and from Western cultures to 
relatively conservative eastern culture (Jordan). 


In this study, we hypothesize and empirically test the proposition that satisfaction, experience, 
incentives and the source, can significantly influence WOM communication. The results of the present study 
enhance our understanding of how WOM influences students' willingness to spread WOM. We were able to 
show as indicated in Table 8 that satisfaction, experience, and the source have a direct influence on the 
students. While for incentives, result has showed no support for such factor on students. 


When students were satisfied, the WOM generated was more positive and they were more likely to make a 
recommendation, which is consistent with Swan and Oliver’s (1989) findings. The findings also show that 
source relationship affects WOM behavior. Furthermore, we found that when satisfied, consumers spoke 
positively about the university and made a recommendation to relatives and friends, which is consistent with 
Richins’ (1987) findings. It is also recommended that ongoing market research with regard to current student 
satisfaction should be undertaken to ensure that the needs of students are being continually met. 


Because most students search for information before making such a high-involvement decision as to which 
university to attend, simple strategies for universities interested in targeting new students would be to 
arrange to have opinion leaders within their reference groups talk with students. While having a weekend for 
friends or siblings might work quite well in targeting students, such a procedure would be prohibitively 
expensive as a strategy for enrolling students. Selecting “successful” graduates to speak to prospective 
students in their home town has worked well in one strategy. Providing special activities at an Open Day just 
before graduation when younger siblings with parents of current graduates are present will work. As many of 
the students indicated that they sought the advice of their parents, it is important to schedule a special event 
especially for them. In addition to these efforts, it is vital for universities to position itself in the obvious path 
of potential students who are seeking information. This effort might involve sponsoring or participating in 
seminars, workshops, and/or community events related to the university's offering of knowledge-based 
services. 


One of the main contributions of this study is testing the effectiveness of incentive in increasing WOM. In 
practice, firms use gifts, discounts, credits, loyalty points, and outright cash to encourage their customers to 
recommend or sign up family members or friends for a service. Results of this study showed that such 
incentives can be less effective in the case of universities, and the success of the university was less 
dependent on financial incentives and more dependent on teaching quality and the reputation of the 
institutions involved. 


Furthermore, as employers and academic staff were considered to be significant players in advising 
prospective students, targeting this group would also be a worthwhile endeavor. Fostering of interpersonal 
relationships between faculty and staff with students is important and may help encourage positive WOM 
behavior. Enrollment administrators need to furnish the information that students needs. Deanship of 
students’ affair can also contributes in providing assistance for students with all information and encouraging 
them to communicate and interact both formally and informally with university community. Thus, 
encouraging interpersonal bonds may be a strategy worth considering to increase the likelihood of student 
WOM behavior. 


Universities can also direct potential students to contact expert people such as Ministry of Higher Education 
to ensure the superiority of the university image, services and facilities. Knowledge of this information will 
enable universities to avoid significantly reducing its tuition fees while experiencing significant enrollments 
at higher fees. 
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It is especially important that universities routinely gather information from new students about the sources 
of information they used when selecting the university. This information, in turn, allows the university to 
target the specific WOM behavior of potential students. Based on that, the Internet and World Wide Web 
offer unique opportunities to reach selected students searching for courses and university related information. 
For future research, we can also test how the Internet as a medium of communication boosts the effect of 
WOM on students. 


Finally, this study recommends that WOM marketing must form an integral part of a marketing strategy, 
rather than regarding it as an uncontrollable form of marketing. In doing so, we can built on existing 
strengths of progressive marketing rather than adopting more traditional marketing strategies to turn the 
uncontrollable into a more proactive, controllable form. 


Reference 
Arndt, J., (1967) Word-of-mouth advertising and informal communication, in Cox, D. (Ed.), Risk Taking 
and Information Handling in Consumer Behavior, Harvard University, Boston, MA. 


Anderson D. R., Sweeney D.J., and Williams, T.W (1990). Statistics for Business and economics . 
Fourth edition., West Publishing Company. 


Bob Troia, (2007) The Word is Out! Affinitive Launches 100th Innovative Word-of-Mouth Marketing 
Program. www.beaffinitive.com. 


Blodgett, J.G., Granbois, D.H. and Walters, R.G. (1993) The effects of perceived justice on complainants’ 
negative word-of-mouth behavior and repatronage intentions. Journal of Retailing, Vol. 69 No. 4, winter, pp. 
399-428. 


Belch George E. and Belch Michael A., (2007). Advertising and Promotion: An Integrated Marketing 
Communications Perspective. Seventh Edition. McGraw-Hill Irwin, USA. 


Clow, Kenneth E. and Baak Donald (2007). Integrated Advertising, Promotion, and Marketing 
Communications. Third Edition. Person Prentice Hall, New Jersey, USA. 


Donaton, Scott (2003) Marketing's new fascination: figuring out word-of-mouth. Advertising Age, 
Vol. 74, No. 46. 


Ferguson Rick (2008) Word of mouth and viral marketing: taking the temperature of the hottest trends in 
marketing. Journal of Consumer Marketing, Vol 25 No. 3 pp.179 — 182. 


Foly, Marty (2005) Essentials of Word Of Mouth Marketing. www.ProfitInfo.com 


Flynn, L.R., Goldsmith, R.E. and Eastman, J.K. (1994) The King and Summers opinion 
leadership scale: revision and refinement. Journal of Business Research, Vol. 31, p. 55. 


Grewal, R., T.W. Cline, and A. Davies, (2003). Early-Entrant Advantage, Word-of-Mouth 
Communication, Brand Similarity, and the Consumer Decision-Making Process. Journal of Consumer 
Psychology, Vol.13, No.3. 


Hair, J.F., Anderson, R.E., Tatham, R.L. and Black, W.C (1995) Multivariate Data Analysis, Simon and 
Schuster, New York. 


Halliday, Jean (2003) Study claims TV advertising doesn't work on car buyers. Advertising Age, Vol. 74, 
No. 41, ps. 


Ho Lai Ying, Cindy M.Y. Chung (2008) The effects of single-message single-source mixed word-of- 
mouth on product attitude and purchase intention. Journal: Asia Pacific Journal of Marketing and 
Logistics. Vol. 19 No.1 pp. 75 — 86. 


168 


John Fong, Suzan Burton (2006) Online word-of-mouth: a comparison of American and Chinese 
discussion boards. Asia Pacific Journal of Marketing and Logistics. Volume: 18 Issue: 2 pp. 146 — 156. 


Jeffrey Steven Podoshen (2006) Word of mouth, brand loyalty, acculturation and the American Jewish 
consumer. Journal of Consumer Marketing. Vol. 23, No. 5, pp. 266 — 282. 


Needham Andrew (2008) Word of mouth, youth and their brands. Young Consumers: Insight and Ideas for 
Responsible Marketers. Vol: 9 No. 1 pp: 60 — 62. 


Neter, J. and Kunter, L. (1990) Applied Linear Statistical Models, Irwin, Homewood, IL. 


Nunnally , J. (1978), Psychometric Theory (2nd ed.), McGraw-Hill, New York, NY. 


Richins, M.L. (1987) A multivariate analysis of responses to dissatisfaction. Journal of the Academy of 
Marketing Science, Vol. 15, pp. 24-31. 


Richins, M. (1983), “Negative word-of-mouth by dissatisfied consumers: a pilot study,” 
Journal of Marketing, Vol. 47, winter, pp. 68-78. 


Stokes David and Lomax Wendy (2002) Taking control of word of mouth marketing: the case of an 
entrepreneurial hotelier. Journal of Small Business and Enterprise Development. Vol. 9, No 4, pp. 349- 
351. 


Silverman George, (2001). The Power of Word of Mouth. Published by AMACOM Books. Division of 
American Management Association. 


Silverman George, (2001b). The Secrets of Word-of-Mouth Marketing "How to trigger exponential sales 
through runaway word of mouth." Amacom ISBN 0-8144-7072-6. 


Silverman George and Eve Zukergood, (2000) How To Harness Word Of Mouth in the Pharmaceutical 
Industry. Market Navigation, Inc. 


Scott Donaton, (2003) Marketing's new fascination: figuring out word-of-mouth. Advertising Age, 
Vol. 74, No 46. 


Swan, J.E. and Oliver, R.L. (1989) Post-purchase communications by consumers. Journal of Retailing, Vol. 
65 No. 4, pp. 516-33. 


Soutar, Geoffrey N. Tim Mazzarol, and Jillian C. Sweeney (2007) Conceptualizing word-of-mouth 
activity, triggers and conditions: an exploratory study. European Journal of Marketing, Vol: 41 No. 


11/12 pp. 1475 — 1494. 


Wangenheim, Florian V., and Bayoun Tomas., (2004) The effect of word of mouth on services 
switching: Measurement and moderating variables. European Journal of Marketing Vol.38, No.9/10. 


169 


Questionnaire 


Part One: Tick ¥ in the box that reflects your answer 


1. 


2. 
































Philadelphia 
College 
Business 
Pharmacy 


. Age 





Less Than 20 











First Year 
Gender 
Male 

Nationality 
Jordanian 


























University Name 








Applied Science 





Arts o Science 

















It Others 




















21-2500 26- 30 





Academic Year 














Female 


Second Year 





























Law 








More than 31 














Third Year 





Non Jordanian 
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Engineering 








Fourth Year 








Amman Private University 











Final year 





Part Two: 


Choose the number that reflects your answer (1=Strongly Disagree, 5 = Strongly Agree) 


NAMKRYWND 


$e 


If I am satisfied I will say positive things about my University 

If I am not satisfied I will say negative things about my University 

Information about financial incentives offered by the university was the most important thing for me. 
I consider senior level students as the best source for information about any university 

When I get incentives such as scholarship, I will talk in positive way about the University 

When I need information about a university, usually I ask my close friend 

When I hear positive things about my university from expert people such as Ministry of Higher 
Education, I will consider it 

When I hear in media positive things about my university such as library, computer labs, I will 
consider it 

If advertisement contains little information, usually I seek information from friends and relatives 


. Information coming from the university employee's (registration dept.) highly influence my attitude 


towards the university 


. Information about the academic Faculty highly influence my attitude towards the university 

. Even when I am not satisfied from the university, still I will say positive things about it 

. Information from experts and opinion leaders create positive attitude about my university 

. Iam willing to inform other students my opinion about the university according to my experience 
. The information that I get from my friends is more valuable than different types of advertisement. 
. I prefer to depend on various sources rather than relying on single friend 
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